2000 Ilinois Customer Satisfaction Survey - Residential

CATIID
Unique identification number assigned by the CATI system

Page 1

TYPE

ENTER TY PE OF CUSTOMER FROM SAMPLE
LR TS0 (< 01U T 0
NON-RESIAENLIA .......cvceeieecteeeecteee ettt bs s saebe et naenan 1

UTILN

utility number
AMETENCIPS ...ttt sa b b e se b s b e e be st e seebeseeae b eneneneeneans
AmerenUE.......veeeee

Mid American Energy
PUBDIIC ULTTITY ottt bbb

ODCID
Unique identification number assigned by ODC staff

START

Hello, may | speak with <CUSTOMER NAME>? Hello, my name is . We are
conducting an opinion survey required by the Illinois Public Utilities Act about the service
you receive from your electric company. May | speak with the head of your household who
ismost familiar with the service from your €electric company?

D =T 1
LSRR (< g 101 =1 (T 2
QC

| IF SAMPLE ISRDD, ASK FOR ZIP CODE.

(ENTER ZIP CODE, 88888=Don't know, 99999= Refused)

Your opinions are very important to us. At no time will | try to sell you anything and you
will not be contacted as a result of this call. This survey will take about 10 minutes. First,
what isyour zip code?

99999

(DON'E KNOW) .ttt 88388
(REFUSEA) ...ttt 99999

QD

|IFSAMPLEISCUSTOMER LIST, VERIFY ADDRESS. |

Just to confirm, have | reached you at: <KADDRESS> in <CITY>?

=> QE
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Those are al the questions | have. Thank you very much for your time today.
(NOL 8t SEFVICE AOArESS).......ceveeereeeiereeer e 27 =>END

QE

Are you the person most familiar with the service you receive from your electric company
at this address?

B (= TP = QG
NO oo =>QF
(Don't know)

(REFUSE™)....cucteeeicieee ettt bbbt bbbttt a ettt et s s snnenas

Those are all the questions | have. Thank you very much for your time today.
(Don't KNOW WHO t0 talK 10) ..ucucveeeccieiecccericse sttt ssanees 24 =>END

QF

May | speak with the person most familiar with your electric service now?

No-set up callback ........cccovvevervennnne
(Refused - terminate)

(REPEAT INTRO IF NECESSARY)
(Hello, I am . We are conducting an opinion survey required by the Illinois Public Utilities Act about the service you
receive from your electric company.)

Y our opinions are very important to us. At no timewill | try to sell you anything and you will not be contacted as aresult of this
survey. The survey will take about 10 minutes.

We would like to ask you some questions about the electric service you receive from your electric company. Isthisaconvenient
time?

QH
Do you, or does a member of your family living in your home, work for an advertising
agency or market research firm, or for agas, electric, or phone company?

=> QN

Those are all the questions | have. Thank you very much for your time today.
(work for market reSearCh/ULTTILY) .......cocverrecrreeniene e 28 =>END
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QN

QN. What is the name of your electric company?

(AmerenCIPS/CIPS/Central 111inois Public SErVICE) .....cccoveevecicseeeieieisiesisesieineenns 1
(AMEreNUE/UNION EIECLIIC) ..uccvcviecreiceeicieiesie sttt sss st ssas st esssssesennns
(CILCO/Central Illinois Light Company)
(ComEd/Commonwealth EAiSON)........ccccccceuveirieiniiiceeesessse st ssssssssessssssssesns
(I1iNOIS POWEI/DYNEQY) «.evverrerierrissssessessssssssesssssessssesssssssssssssssssssssessssssssessssssssssssssssesens
(MidAmerican Energy/lowa-I11inois Gas & EI€CtriC).....ccovvvvvrrereeererececnnnn,

(Mt. Carmel Public Utility COMPANY)......cccrrreererenenerereseeesesesssssesesssssessssssseens
(ONEF) o

(DON't KNOW) .ttt

[ TS0 =T ) OO

Page3

Those are all the questions | have. Thank you very much for your time today.
(NOt @IISEEA ULTTLY) vt 25 =>END

Those are all the questions | have. Thank you very much for your time today.
(MISMBLCH ULHTITY) oottt et aeen 26 =>END

First, let's talk about <utiln>. I'd like you to rate <utiln>'s performance using a zero to ten
scale, where a zero means a poor job and a ten means an excellent job. Of course, you can
use any number between zero and ten.

CONLINUE ...ttt 1

Q1
|[RANDOMIZE Q1, Q2, AND Q3.
(How would you rate the job that <utiln > does on....) Providing electric service overall?
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Q2

(How would you rate the job that <utiln> does on....) Providing reliable electric service?

Page4

Q3
(How would you rate the job that <utiln> does on...) Keeping your electric rates
reasonable?

Q4

Now, I'd like to talk to you about <utiln>'s performance on electric reliability. How would
you rate the job that <utiln> does on keeping the electric system, including power lines and
equipment, in good working order?
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Q5

(How would you rate the job that <utiln> does on...) Minimizing the number of power
interruptions lasting L ESS than one minute?

Q6

(RECORD NUMBER OF TIMES, 998=Don't know, 999=Refused, 997=997 or more)

Q6. In the past twelve months, how many times has there been a power interruption lasting
L ESS than one minute at this residence? (PROBE: Can you give me your best estimate?)

$E 1997

No times/Did not |ose power
997 times Or MOre. ........ccvveeeeeennees

Q7
Q7. (Using the same 0 to 10 scale...) How would you rate the job that <utiln> does on
minimizing the number of power outages lasting M ORE than one minute?
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Q8

(RECORD NUMBER OF TIMES, 998=Don't know, 999= Refused, 997=997 or more)

Q8. In the past twelve months, how many times has there been a power outage lasting
MORE than one minute at this residence? (PROBE: Can you give me your best estimate?)

$E 1997

No times/Did not lose power
997 tIMES OF IMOTE ...ttt b sttt e bbbttt

=> Q13

Page 6

CK9

punch for g9

LA TEST 01U 7o 1= TR 1
YOUI MOSE FECENT OULAGE........cucvceriicieiiiieieisisie e 0
Q9

Q9. When was <ck9 >? (PROBE: outage lasting more than one minute)
(November 2000)
(October 2000) .....c.vveeereerrieemrrennes
(September 2000)
(August 2000) .......coreerrieemreeemnerennns
[QLV1AYA220[0]0) I
(JUNE 2000) ......cuevreeerrerreeere et ss st ese s e et s s st e e st s bt s s st s s R b s s antns
(MY 2000) .....cueeerereerereeresseresseseas e esess st ssss st s s s s bbb eeae bbbttt
(April 2000) ....cccvevrrerrereererereeens
(March 2000) .......ccceeerrerereeererenens
(February 2000)......ccccorurererererennens
(January 2000) ......ccoveeererererererenens
(December 1999)
(November 1999)
(OCLODEN 1999) ..ot
(Before October 1999)
(DOM'E KNOW) oottt ettt bbb bbbt b bbbt s bbb ese st snsntntesnnas

How long did this outage last?
(ENTER NUMBER OF WEEKS, DAY S, HOURS, OR MINUTES - 998=Don't know, 999=Refused)
@q10
(INTERVIEWER:ISTHAT WEEKS, DAY, HOURS, OR MINUTES?)
@qll0a 1=weeks
2 =days

3 =hours
4 = minutes

Q10

10. How long did this outage last?

$E199

[0 A 400 998 => Q11
L 1o T 999 => Q11
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Q10A

weeks, days, hours, minutes

Page7

How long was the SHORTEST of these outages over one minute?
(PROBE: The shortest of the outages of MORE THAN one minute.)

(ENTER NUMBER OF WEEKS, DAY S, HOURS OR MINUTES, 998=Don't know, 999=Refused)
@qll
(ISTHAT WEEKS, DAY S, HOURS, OR MINUTES?)

@glla 1=weeks
2 =days
3 =hours
4 = minutes

Q11

[IFQ8=1SKIPTOQI3,
11. How long was the SHORTEST of these outages over one minute? (PROBE: the shortest
of the outages of MORE THAN one minute)

$EO0P
Don't know

=> Q12
=> Q12

Ql1A

And how long did the LONGEST of these outages last?
(ENTER NUMBER OF WEEKS, DAY, HOURS, OR MINUTES - 998=Don't know, 999=Refused)

@q12

(ISTHAT WEEKS, DAY, HOURS, OR MINUTES?)

@qgl2a 1 =weeks

2 =days
3 =hours
4 = minutes
Q12
Q12. And how long did the LONGEST of these outages last?
$E099
Don't know => Q13
=> Q13
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Q12A

weeks, days, hours, minutes
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Q13
In the last twelve months, have you experienced any loss or damage due to electrical
outages or other electrical problems?

=>TXT15
=>TXT15
=>TXT15

Q14

(DO NOT READ LIST, ENTERALL THAT APPLY)

Q14. What sort of loss or damage to el ectrical equipment or accessories did you suffer?
L 0ss of perishables (fOO, BEC.) ... 1
Loss of electrical equipment or accessories
Interruption of business
Injury to self or another person...

Once again I'd like you to rate <utiln>'s performance, using the same zero to ten scale,
where azero means a poor job and aten means an excellent job.
L0 o111 1= TP 1

Q15
[RANDOMIZE Q15, Q16, AND Q17.

(How would you rate <utiln> at...) Restoring electric service at your residence when
outages occur?

Opinion Dynamics Cor por ation (#5537)



2000 Ilinois Customer Satisfaction Survey - Residential

Q16
(How would you rate <utiln> at...) Providing information about extended outages?

Page9

Q17

Q18

=>TXT22
=>TXT22
=>TXT22

Q19

(DO NOT READ LIST)

Q19. What was the reason for your most recent call?

(Toreport apower problem, outage, or AOWNEA WIT€)......ccvvevereerererenereresenerereseeenns
(To stop, start Or tranSfer SEIVICE) ... senens

(To make a payment arrangement or other billing question)
(To get information about |ocations, programs Or SErviCes).........ceerrenes
(101 PO
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Q20

Q20. Did you complete your call through an automated telephone response system or speak
to a live customer service representative or both? (PROBE: Thinking about your most
recent call.)

Automatic Telephone Response System only
CUSLOMEr SEIVICE REP ONIY ...ttt tes

=> TXT22
LT 1T ) => TXT22

Q21

(On a scale of zero to 10, where a zero means a poor job and a ten means an excellent job,)
please rate how well <utiln>met your needs during this phone call.

TXT22

Next, I'm going to read you alist of services that <utiln> may or may not provide. As| read
each one, please tell me if you are very familiar, somewhat familiar or not at al familiar
with <utiln> providing these services.

L0 0111 0= OO TT 1

Q22

| RANDOMIZE Q22, Q23, Q24, AND Q25.

(READ LIST)

(<utiln>...) Has a toll-free number to report power outages. (PROBE: Are you aware they
provide this?)

VEIY FAMITA ...t 1
SOMEWNEL FAMITTAT ....eeeereeeeecece e esen 2

NOt @ @l FAMITTAN ... 3

(DON't KNOW/REFUSEA) ......eeeveeriereeeireees st 9
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Q23

(READ LIST)
(<utiln>...) Is available 24 hours a day, 7 days a week by phone in the event of a power
outage. (PROBE: Are you aware they provide this?)

VA= Y =0 011 L U 1
SOMEWNEL FAMITIAN ...t bes 2
[T = = I =T 411 TR 3
(DON't KNOW/REFUSE) .....vvreeececieiriresieisesssisisessssie s s ssessssssesesssse s sssssssssssssssnssssssnsns 9
Q24

(READ LIST)

(<utiln>...) Reports information about extended power outages to the news media to keep
customersinformed. (PROBE: Are you aware they provide this?)

VY FAMITA ...t s
Somewhat familiar........c.cocerveeenee.

Not at all familiar........cococoveeereeenee

(Don't know/Refused)

Q25

(READ LIST)

(<utiln>...) Offers different bill payment options to qualified customers, such as paying a
fixed monthly amount. (PROBE: Are you aware they provide this?)

VA= Y =0 011 L TP
SOMEWNEE FAMITTAN ...ttt

Not at all familiar
(DON't KNOW/REFUSE) .....vvreerrecieiieseisisisesesisisesssie s s ssesssssesesssss s sssssssssssssssssssssssnsns

Q26

(READ LIST)

(<utiln>...) Trims trees to reduce the occurrence of power outages. (PROBE: Are you aware

they provide this?)

VEIY FAMITA ...t

Somewhat familiar.........ccccovveneee.

Not at all familiar.......cccocoeeeeneenee => Q30
(Don't know/Refused) => Q30

Now, I'd like to ask you to rate the tree trimming done by <utiln >. Please use the same
zero-to-ten scale, where a zero means a poor job overall and a ten means an excellent job
overdl.

CONLINUE ..ottt e bbb bbb bbbt 1
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Q27
[RANDOMIZE Q27, Q28, AND Q29.

(How would you rate the job that <utiln> does on...) Trimming trees and clearing branches
away from power lines to reduce the occurrence of power outages?

Q28

trees?

Q29
(How would you rate the job that <utiln> does on...) Trying hard to preserve the appearance
of thetreesthey trim?
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Q30

Now | would like to talk to you about your impressions of <utiln>'s billing. Do you receive
ahill from <utiln> at thislocation?

=> Q33
=> Q33
=> Q33

Q31

=> Q33
=> Q33
=> Q33

Q32
Q32. Thinking about the bills that you receive from <utiln>, using a zero-to-ten scale, how

would you rate <utiln> on... providing a bill that makes it easy to tell how much the current
month's charges are?

Q33
(ENTER FULL YEAR, 8888=Don't know, 9999= Refused)
Now, I'd like to ask you a few questions to help group your answers with those of others

taking part in this survey. In what year were you born?
$E 1850 1990

Q34
Do you own or rent your residence?
Own/Buying
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Q35

(ENTER NUMBER OF YEARS, 888=Don't know, 999=Refused, O=lessthan 1 yr.)
Q35. How many years have you lived at your current residence?

$E0150

[ESSTNAN L YA ...ttt sttt s st s s 000
(L0 3 A0 T 888
[ (S 1050 T 999
Q36

(READ LIST)

In which of the following broad categories does your 1999 total pre-tax household income
from al sourcesfall?

UP L0 $25,000.......c0ccereereeretreireeneeeeseeseeseesseses st sssssssesessessesssssesses et st sssssssssessessessessessssssssssans

$25,000 to $49,999
$50,000 to $74,999

&

o

o

(@]

o

o

=

3

o

=

0]
OO~ WwWNER

Q37

That's all the questions | have. Thank you for your help on this very important research
project. Good bye!
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